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Abstract—Performance  evaluation  is  probably  the  most  important  phase  in  the  salespersons  performance 
management system. Not only the results can be useful for other phases of the system, performance evaluation 




the most critical element of SDI business model  is  its salespersons performance. Final data  in 2010 and 2011 





doing a  literature  review  on  salespersons performance  evaluation management  system.  The  third  step  is  to 
formulate a new salespersons performance evaluation management system. This step is divided into 4 phases, 
a)  company’s objectives  identification, b)  salespersons’ behavior  identification,  c)  formulating a new  system, 
and  d)  the  new  system  assessment.  The  final  step  is  formulating  the  final  recommendation  of  the  new 
salespersons performance evaluation system and its implementation phases. From the problem findings and the 
result of the questionnaire  involving both management and the salespersons,  it  is concluded that the current 
salespersons performance evaluation system has the following conditions; a) except for the sales unit, there are 
no  direct  relationship  between  performance  and  rewards,  b)  absence  of  formal  discussion  of  performance 
objectives  and  goals  between  salespersons  and  their  supervisors,  c)  absence  of  formal  discussion  of 
performance  evaluation  session,  d)  performance  standards  and  methods  of  evaluation  were  not  very  well 
defined, e) no standard criteria  to be promoted as a sales supervisor,  f) no  scheduled  time of  the evaluation 
session, and g) no records of the performance evaluation that had been conducted. The proposed method is a 
combination  between  Management  by  Objectives  (MBO)  and  Quantitative  and  Qualitative  Measures.  The 
process  is  that  the  organizational  purposes  are  diagnosed  and met  by  joining  the  sales  supervisor  and  the 
salesperson in the pursuit of mutually agreed upon goals and objectives and joined to an action plan and then 
the progress and goal attainment are measured and monitored in appraisal sessions. The concept is expected to 



















2009,  the  business  operation  of  SDI was  under  the marketing  division  along with  the  non‐direct 
selling department  in  its holding  company, PT  Sygma  Examedia Arkanleema.  In  this  time,  the  SDI 
policy  was  follow  to  its  main  division.  SDI  was  formed  as  an  SBU  in  August  2009  with  more 






in  Indonesia,  focusing on creative media  industries, with  international quality, global network, and 
high profitability.” 
The missions of the company are: 
1. To  become  number  one  creative  media  company  in  Indonesia  with  effectively  integrated 
marketing lines. 
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In SBU Sygma Daya  Insani,  the  salespersons are  called Sales Executive  (SE). They are  independent 
contractors (also known as freelancers). There are two methods of SE recruitment: 

















Until  the end of December 2011,  there were 681  registered  SE.  In  Jakarta‐Banten branch, 1 ASM 
covers 263 SE, and 1 SSE covers 53 SE in average. In Jabar‐Jateng branch, 1 ASM covers 320 and 1 SSE 
covers 64 SE  in average.  In  Jatim branch, 1 SSE covers 49 SE  in average. These numbers show that 
theoretically  speaking,  the  number  of  SSE  will  not  be  able  to  manage  the  whole  salespersons 
effectively. The presumably  ideal  comparison between  the number of SSE and SE will be 1:20‐30. 


































 Annual Meeting, a big sales gathering that  is carried out  in every January each year that gather 
top sales from all branches which fulfill certain criteria.  






All  the  salespersons,  from  Sales  Executive  (SE),  Supervisor  Sales  Executive  (SSE),  and  Area  Sales 
Manager  (ASM)  are  independent  contractors.  They  are  all  compensated  by  commissions  and 






a. Output  measures:  number  of  orders,  number  of  cancelled  orders,  number  of  new 




2. By  qualitative  measures.  This  method  is  conducted  by  the  salespersons’  supervisor  by 
interviewing SE informally in the sales clinic session. 



































three  years.  There was  no  trend  line  about  how  the  sales were  going  to  behave.  This  happened 
because of many reasons; ranging from financial aspects, operational aspects, and marketing aspect. 
However, the main reason was probably due to the low motivation and capability of the sales force. 
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exchanged  between  the  seller  and  the  buyer.  It  is  flexible  in  that  it  is  not  constrained  by  either 
location  or  time.  Further,  the  ability  to  communicate  face‐to‐face means  that  all  communication 







































Prasetya  and  Kato  (2010)  reported  that  performance  assessment  system  and  salary  system  are 
significantly related with corporate productivity in some companies in Indonesia. Khan (2007) found 









Kondrasuk  (2011)  concluded  that  there  are  two  separate  purposes  of  performance  appraisal, 
administrative and developmental.  Jobber and Lancaster  (2006) defined  that  the prime  reason  for 
salespersons  performance  evaluation  is  to  attempt  to  attain  company  objectives.  Furthermore, 






of  the bases managers use  to  evaluate  salespeople  in  2007  compared  to  those  in  1995  (Jackson, 
Schlacter,  and  Wolfe:  1995).  First,  quantitative  measures  of  sales  performance,  especially  sales 
volume, are still norm. Second, there  is a significant  increase  in the quantity of measures that sales 
managers collectively use to evaluate salespeople, including the two new categories of team selling 




























Cheng, Dainty, & Moore  (2007)  found  that  there are  three major barriers  in  implementing a new 
performance management system within a project‐based organization: 1) lack of senior management 
commitment, 2) employee resistance to change, and 3) inadequate training and support. 
However,  they  then  proposed  a  basis  for  a  new  implementation  framework.  This  comprises  an 
amalgam of practices drawn from a range of studies presenting prerequisites for the success of new 
initiatives  responding  to  the barriers mentioned above. The  framework consists of: 1) support and 






As a direct  selling  company,  the most  critical element of SDI business model  is  their  salespersons 
performance. Therefore,  in order  to  improve  its performance, SDI should  improve  its  salespersons 
performance.  There  should  be  appropriate  measures  taken  to  improve  for  all  aspects  of  the 
salespersons performance management system  in order to achieve overall  improvement. However, 






a  new  salespersons  performance  evaluation  management  system  for  the  company.  This  step  is 
divided into 4 phases, a) company’s objectives identification, b) salespersons’ behavior identification, 
c) formulating a new system, and d) the new system assessment. The final step  is to formulate the 












In  order  to  get  company’s  objectives  identification,  a  questionnaire was  delivered  to  the  general 
manager and all three branch managers (BM); BM Jakarta‐Banten, BM Jawa Barat‐Jawa Tengah, and 



















  CORPORATE PERFORMANCE MANAGEMENT ANALYSIS 
Descriptive analysis on problems raised in the company’s 
performance management 
BUSINESS PROFILE & BUSINESS PROCESS 
FORMULATION 
To understand the company’s condition and 
business character comprehensively. The 
formulation will be built through primary and 
secondary data collection. 
PROBLEMS FORMULATION 
Review on the company’s performance 
management system & salesperson 
performance management system 
LITERATURE REVIEW 
Literature review on performance management 
and sales management focusing on salesperson 
performance evaluation management system 
COMPANY’S OBJECTIVES IDENTIFICATION 
Identification on company’s qualitative and 
quantitative objectives put on salespersons 
NEW SYSTEM ASSESSMENT
Assessing the new system with company’s 
management and salespersons 
FORMULATING NEW SYSTEM 
Formulating a new comprehensive salesperson 
evaluation management system suitable for the 
company based on the available literature review 
and problem findings in the company 
SALESPERSON’S BEHAVIOR IDENTIFICATION 
Data collection on salesperson’s understanding and 
behavior towards their functions, targets, and 
performance management system in the company 
FINAL RECOMMENDATION
Formulating final recommendation on the new 
salesperson evaluation management system 
















Furthermore,  in  setting  up  a  new  system  for  the  salespersons  performance  evaluation,  SDI 




In  order  to  get  the  salesperson’s  behavior  towards  the  performance  evaluation  system  in  the 








while  the  rest  of  the  participants  made  their  sales  plan  weekly  (most)  and  monthly  (second). 
However,  they made  their  sales  plan  by writing  down  their  plan  in  their  diary  or  personal  notes 







18  salespersons  (64%) of  the  salespersons  received a  target  from  their  supervisors  in  the  form of 
sales unit (SU). This is consistent with the SDI management point of view that the main target of the 






86% of  the  salesperson  said  that  they were evaluated by  their  supervisor and 14% were not. This 















The salespersons understand  that  they did not achieve  the  target and are willing  to  improve  their 
performance.  In addition, although  they understand  that  the salespersons performance evaluation 
system  in  the  company  was  still  not  ideal,  they  believe  that  the  correct  implementation  of  the 
evaluation system will improve their performance. 
Finally, the salespersons that were participated in survey hoped that in setting up a new system for 





From  the  problem  findings  and  the  result  of  the  questionnaire,  it  is  concluded  that  the  current 
salespersons performance evaluation system has the following conditions: 
 Except for the sales unit, there are no direct relationship between performance and rewards. 









The  concept  of  the  proposed  new  system  is  expected  to  be  a  systematic,  relevant,  reliable  and 




SDI management  should  issue  a  formal document  that  contains  the  rules  about what  kind of  the 





increasing  salespersons  performance.  However,  the  specific  goal  is  to  facilitate  the  continuous 




The  purpose  of  the  performance  evaluation  system  in  SDI  should  be  more  concern  in  the 
developmental purpose while  for administrative purpose the decisions should be facilitated  in rigid 












Table 3. The Steps and Ideal Time of the Evaluation 
Process 
No STEPS Time-Line 
1. Salesperson submits the record keeping 
forms to the sales admin staff  
1 days 
2. Sales admin staff processes all the data 
needed in the Evaluation Form  
2 to 3 days 
3. Evaluation process (session) between the 
salesperson and his/her supervisor: 
 
 a. For quarterly evaluation process 
(Quantitative Base) 
1 to 3 days 
 b. For semiannually evaluation process 
(Quantitative and Qualitative Base) 
3 to 5 days 
4. Results discussion between supervisors, 
area sales managers, and branch managers. 
2 days 
5.  Salesperson receives the result and 
recommendation 
1 day 







The  people  that  will  be  hold  the  responsibility  to  do  the  evaluation  process  is  the  salesperson 








The method  that will be used  is the combination between Management by Objectives  (MBO) and 
Quantitative  and  Qualitative  Measures.  The  process  is  that  the  organizational  purposes  are 





















The proposed evaluation bases and  their  specific purposes  for  the new  salespersons performance 
evaluation system  in SDI can be  found at Appendix 1  for the Quantitative Base and Appendix 2  for 
the Qualitative Base. 




it  is  suggested  that  other  targets  from  management  to  the  salespersons  should  be  also  given  a 
reward.  For  example,  if  the  salespersons  achieved  its  target  on  the  number  of  new  prospect, 
business  presentation  on  customers,  and  conducting  sales  event,  they will  get  rewards  for  those 









2. On  the April and October evaluation process,  the  salesperson will only be evaluated using  the 
Quantitative Bases. However, on the July and January evaluation process, the salesperson will be 
evaluated using both the Quantitative and Qualitative Bases.  
3. The  quarterly  Quantitative  Based  evaluation  main  purpose  is  to  capture  the  reasons  of  the 
corporate  achievement  whether  the  corporate  achieves  its  target  or  not.  If  the  corporate 
performance  is under  the  target,  corrective actions  could be  taken  immediately  regarding  the 
salesperson activities or behaviors.   
4. The  semiannually  Qualitative  Based  evaluation  main  purpose  is  to  capture  the  salespersons 
capacity  and  conditions  so  that  any  necessary  training  and  development  program  can  be 
conducted. This evaluation process is also used in determining whether the salesperson has met 
the criteria for being promoted as a supervisor.  
5. Particularly,  for  the  January  evaluation  session,  the  evaluation  result will  also  be used  as  the 
annual rewards and recognition that will presented on the annual meeting event. Moreover,  in 
this evaluation session, a planning session  to set up a new yearly sales plan  is also conducted. 
Therefore,  before  the  session  is  conducted,  SDI  management  should  already  decide  the 
company’s target for the year. 





manner  will  be  very  suitable  for  the  status  of  the  salespersons  and  their  supervisors  which  are 
independent  contractors  (free  lancers).  Therefore,  in  order  to  increase  the  number  of  the 






the  follow  up  of  the  results will  correspond  to  the  credibility  of  SDI management  in  front  of  the 







concept of  the proposed  system.  In general,  they are all confident  that  the new  system will bring 
significant  improvement  in  the  salespersons  performance. One  suggestion was  that  a  simple  and 
quick  monthly  evaluation  is  needed  in  order  to  monitor  the  progress  of  the  salespersons.  This 
recommendation can be facilitated by conducting a document based evaluation for the quantitative 







Table 4. Timeline of the Implementation Plan

































1. Commitment from senior management              
2. Commitment from employee and salespersons              
3. Setting up standard and target              
4. Setting up rules and roles              
5. Training for persons involved              
6. Q2 Evaluation Session (Quantitative base only)              
7. Q3 Evaluation Session (Quantitative and qualitative base)              
8. Q4 Evaluation Session (Quantitative base only)              
9. Q1 Evaluation Session (Quantitative and qualitative base)              




an  audit  of  the  effectiveness  and  the  efficiency  of  the  implementation  of  the  new  system.    The 
instrument  of  the  audit  process  could  be  in  the  form  of  interview,  questionnaire,  observation, 





SDI  has  an  IT  system  in  facilitating  its  working  processes.  The  implementation  of  the  new 
salespersons performance evaluation system would be more effective and efficient if the process can 
be  facilitated  in  the  IT system. The data acquisition process,  the data assessment process, and  the 
delivery of the results are some processes that could be implanted in the IT system of the company. 








research.  Therefore,  in  order  to  obtain  a  more  comprehensive  salespersons  performance 






Appendix 1. Quantitative Base of the Evaluation System 
No Evaluation Base Specific Purposes 
 OUTPUT BASE  
1. Number of Sales Units (SU) In order to know direct contribution of the salespersons and his/her general 
selling capacity 
2. Ratio of successful SQ to total SQ (Rp/Rp) In order to know the productivity of the salespersons in term of the selling 
cycle process. 
In order to decrease the operational cost (the higher this ratio, the lesser of the 
operational cost will be). 
In 2011, this ratio was still under 80% 
3. Ratio of best seller products and other products In order to increase the sales of the slow moving products 
4. Ratio of successful SQ to the number of presentation In order to know the quality of the presentation process 
5. Number of non-performing customer (bad debt) In order to know the quality of the segmenting process of the salesperson 
   
 INPUT BASE  
6. Number of new prospect To understand the salesperson’s activity towards achieving the target 
7. Number of calls made to the new prospect To understand the salesperson’s activity towards achieving the target 
8. Number of presentation To understand the salesperson’s activity towards achieving the target 
9. Number of sales events conducted To understand the salesperson’s activity towards achieving the target 
10. Number of attendance of sales clinic (weekly sales gathering) To understand the salesperson’s level of motivation 
11. Number of attendance of group meeting To understand the salesperson’s level of motivation 
12. Ratio of the number of visit after sales to the number of customer To understand the salesperson’s selling behavior to the customer in order to 
fulfill the customer requirements 
13. Number of new salespersons recruitment To understand the salesperson’s level of motivation 
14. Ratio of number of customer complaint to the number of customer To understand the salesperson’s selling behavior to the customer in order to 
fulfill the customer requirements  
To know the level of the customer satisfaction 
15. Number of required reports turned in To understand the salesperson’s level of motivation 
Appendix 2. Qualitative Base of the Evaluation System 
No Evaluation Base Specific Purposes 
1. Selling Skills To understand their capacity as a 
salesperson in order to set up 
training and development 
program. 
 
To understand their motivation 
level in order to set up counseling 
and training program. 
 
To understand their selling 
behavior to the customer in order 
to fulfill the customer 
requirements. 
 
To understand whether the 
salesperson has fulfill the criteria 
to be promoted as a salesperson 
supervisor. 
 How well does the salesperson in implementing the selling cycle? 
 a) Prospecting, b) Approaching, c) Probing, d) Presenting, e) Handling objection, f) Closing, g) Servicing 
2. Customer Relationships 
 a) How well received is the salesperson? b) Are customer well satisfied with the salesperson’s? (in terms of 
service, advice , and reliability), c) How often does the salesperson greet his/her customer? 
3. Self-organization 
 How well does the salesperson carry out the following: 
 a) Prepare calls, b) Prepare presentation, c) Keep customer records up to date, d) Provide market information to 
management, e) Conduct self-analysis of performance in order to improve weaknesses 
4. Leadership and Teamwork 
 How well does the salesperson carry out the following: 
 a) Organize sales event, b) Being a team player, c) Motivate others, d) Communicate with others, e) Being 
punctual 
5. Product Knowledge 
 How well informed is the salesperson regarding the following? 
 a) His or her own products and their customer benefits and applications, b) Competitive products and their 
benefits and applications, c) Relative strength and weaknesses between his/her own and competitive offerings 
6. Co-operation and Attitude 
 a. To what extent will the salesperson do the following? 
 • Respond to the objective determined by management in order to improve performance, e.g. increase 
prospecting rate 
 • Co-operate with suggestions made during field training for improved sales technique 
 • Use his or her own initiative 
 b. What are his or her attitudes towards the following? 
 • The company and its products 
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